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' ' THE BIBLIOGRAPHY SERIES /.^ 

^ ' ^ The^.PROJECT SHARE Bibliography Series 

acquaint users' of the Clearingrhouse wi^h the contents of " 
the^ PROJECT SHARE collection vith respect to selected " 
sul^jects. The subjects addressed "are chosen to reflect . 
the current, interests .^nd priorit*ies ind4.cated by users 

of' the Clearinghouse. ' ■ v 

. / • ■ ■ ■ y ■ ■ . ■ * • 

■ Tiie; Bibliogr-apft not intended to be an^xhauVx 

tive . c^talogiiig/ 6|^ documentation of the selected topics 



Rather^ .-^gy are to inform u^ers of th^e Unf^ormatiori which 



^ may- be bbtai-ned' through PROJECT SHAJRE / ^ ' 

i^' We. hope that this service is of help in your efforts, 
to i^np/rove you^planning and management of human services. 

I An(y questions, comments or criticisms you may have 
coricerning the"". Journal' of Human Services Abstracts or 



PROJECT ^SHARE should be addressed to Mr. Craig Sing'^E:'' 
Project- pfficer, at the following address: 
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. ' • Rockville, Maryland 20852 

^■-^ . •/ 301 468^244#;\ j 
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; • CASE MANAQEMENt IN DELIVERY SYSTEMS ; 

Plannihg, inanagingv and delivering, hujnan services 
\are frequently discussed as separate topics.- Innovatit)ng 
and reforms ih each area .liave been studied and novel 
approaches suggested. This is appropriate and much has , 
been learned from so;doing. * ^ - 

There is, however, a broader concern. Strategies %6 
improve the range of human services must include these ' 
individual topics as, part of an interactive whole. ' Reforms 
in one of the areas create needs and demands in each of • the 
others. There is, consequently^ a requirement tq. identify 
points at which the three concerns cojbin. At these- " 
intersections one c^an'see each of the three influencing 
the others.' ' . ^ 

Case management is one such nexus. Case management 
procedures impact all three aspects of the human services 
system'. It has a direcrt^mpact on the client as the 
delivery focal point of case managCTient. Case management 
data collected on case loads and the hours of provider and 
support staff spent are use.ful in planning resource 
allocations and . a variety of ott\er administrative activities 
Studies of client outcomes 'and dollars expended ^re prucial 
in program evaluations. ;r 



' • Because of the central position of. case mansigemeht ' , 

■ ■ , . . ■ ^ _ ' 

theoryi^ to the whole of human services. Project SHARE has 
decided to present this collection of Imaterials.. It is-^ 
not intended to represent an exhaustive listing of material 

y . . ■ • ■ • ■ ... 

available on the subject. Rather it attempts to present 's- 
representative variety of^ views on case management. ^ 
• . ■ The Jaibliography contains abstracts of documentsV 
clis<^ussing applications of case management in diverse 
d^ivery environments 'and for differing purposes. »Projec£ 
SHARE hopes th-iiS bibliography will generate interest in 
and discussion of case management in all its. ramifications. 



9 



I 

. / 



7 



Vll 




X 



Bfocktorv, 
Client 
an Accountable 

Michael Baker, 
Brockton Area 
Jun, 75^ 7 2p . 
SHR- 0001 274 



Service Center. 



A JTraining Erogral 
ijeth'ods of Building and MairVtai|t 
Human Services Systiem. ^. > 



iTi^.. , Mass. 



Human Resaijrces »Qi^pup^ 
Available .from NTtSV PC^ 5r25/MF$ 3 



A training program for ^lient monitprs of^^thie Brocktor 
(Massachusetts) Hu^ti-Ser vice Center (BHSCyv,, is^flef inej^ 
and developed. .The BMSCYuses the tn^c^atlis^^^ 
individual assuming f esponsijbility fol the ' fi\r<pcesBf ul| 
transit of a client throiijg^ the sei^vicje sy^em^ . T^iir 
client Hfionitbr is . supported by a *wel-l-def ined ,<jl}i ent 
pathway which facilitates int e grated ma nage^ta^^ 
individual services. Client monitor te3poinsl|b|ilit'ie^ 
include: operation of such f unctions ' as triage^ 
emergency determination, case assignment,^ ass^£<sment| 
and service planning ; management of individual 
client progress through the pathway; and use] of 
the darta^ unit to petfo^m the\ identif ied funcjbions. 
The client monitor tr,aining p[\rpgram is structured 
into eight lessons;, a lesson i^ defined in tefms 
of capabilities the trainee must have; at the ^ 
conclusion of each lesson. The eight le'ssons, 
which are structured toward a logical buildup of 
capabilities, are presented using three elements : 
objectives, lesson' plans, and lesson evaluaxion. 
Once a client moni^tor candidate^has successfully 
completed the training program, he is certified as 
a system manager. Three kind.s o'f teaching 
technigu^.s are suggested: lessons, workshops, and 
action training. The appendixes contain discussioi 
on, obtaining productivity in the Brockton system, 
the client pathway and ^management structure, and 
system constraints. * * 

See also later edition, SHR-0001B57. _ 



case Accoiihtability: Case Hanagement , Service Provision. 
Reporting-^ Service Outcome Assessment, • ♦ 

Human Services Coordination Alliarii^e, Inc., Louisville^ K 
Sep 76 9 lOlp ^ ' ' 

Executive Summary available from PROJECT' SHARE. 
.SHE-0001529 Available from NTIS, RC$ '6 .50/MF'$ 3./t)0. ' 



<The components please • account^biSrityrin €i humar>vjser<^c<& 
delivery* pro^'ec^t^ in Jefferson Cbun'tyV Keitt^^^ C V/. 

detailed- .wT'he Humadn Services Cpb^jcdiriatdori A ilian^^ 
loca t:ed^ in' Louisy i'lie ^ ' wa s incorg^ra t^d'- in 'J une ■ 1 9 7^4 , 
The aiiialnce is xespohsible for 'the 'jpl^nning eN^d df livi^i^ 
of suaK human;services ds educa:tion>*'minporvd'r/7 ^ea jLth; ^1 
hGiasirig, 'income •Winterianc^^ti5^hsp9rtatriG>n^ consume )^ 
proteption'^. le^al .services, r^cxe'aj^^ and social and^ 
rehabilitation services. / Cad^e a^^biirita^ili one ■ 

eie:n^rlt of th;p aijrance'if^ model ; for c"9^rdina.tion. 
vl't is .iWeaded to\res6lv^ ^.def icijencies in the human 
sirvici* s;ysten\. by hume^^i serilrice. agencies 

iaci^^n^able to- gd^jfernme:^^^ and cqni^umVrs *fop tfie- services 

• they ptb^ide.; Co'irjixpnehx^ ^arts case account at)ili€y . 
are i'dent if ied a.s>^case nj^hag^m^^ liervice pj^^ovision 
report^liig, anKi service dUtcc^e assesslnef^^^ tK^ ^ 
obtjectoVes of/ c*ase mana^e^fne^ b.re noted^N The cli,en^-- \ 

r pgithway. ife presented^ as a seqi^^ence of .e^vents^ 7 ? -*r ' 
"^ct^L vitfies of agenpy personnel at^ea<||iprstep'>in the # • , 
"pathway^ and the flo.w of forms used^ iji the pathwarjjL^ •\ . 
The functions- of ; service provision reporting are . / 

delineated*. Input and, output document s associated , ^ 
wrthrservice provision reporting are described and 
illustrated. An approach to t'K^ det^srmination of / ^ 

^se^yice costs is detailedv / The application of the / 
case, accoiantability sys^m at a pilot "tesjb site 
invo lving an'^jij,m6rella sooial ' service agency in, . 
Jefferson CpiintVo, is reported. Appendixes contaii? - 
additional inf or ihatioJ^ and forms related to c^se . 
accountability i ' . . , ' ' • 

V , ■ ^ ^ ^ .. ) ' \ . * • ■ 

See also Appendix,' SHR^-C^OO isijo . . > \^ 



Ca|.e Accpuntabilijty JpfJ^GasP^'jla.na«^^ /Service 
PrfeVisdcfn. Re^rtinig;-.-S6r^ice outconte Assessment 

Huinan 4^rv ice's fcbo.isa>i:hati-QA/ Alliancej^ Irip. , 
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Loa*Lsvi^i^e^ Ky. ' ' 

Sep 76^:7 7 2p • • - Vi ' yL/ 

. S«R-.q00153C£ Av^lafle-' f TomSl^IS^ P^f^ 5.25/M F$' 31 OOJ 

tnf orjiatiqn ..-and forms are p'res&nte^ - in' an appj 
to a '^e-p^itt.. on the case accbuivKafiilit yf c(2^ 
''of ii'Uii^ai:! se'rvice deliveB'y in Je^f ers^ii'. Couht> , 
^Kentucky. ^rCase^^accountfaibility. ei^cotapasses cas^ 
. mirja-gement, service provision • 'r^ortinjg^^and ' ' • ^ 

service outcome assessment. ,''Th^'c 
..system wasjdeveloped -Tfor use by -^he • Huma;i Services .\ 
Coordination. Alliance, • located in ,Lo«isv;ille; Eight u 
apeanJixes are; included,, 'The first two. appen'slixes , 
confBin a jprob-leijwa-ss.es;sm^t ■ f orm. arwJ %ui-deiines and. 
■a ^sample^ i^Iage from k service jS^J.ec'tio^ aiianual. The ' 
neVt two .appen^i^,es. are j:;oiieefnfed VitVi^ s selection 
and general ^'g.ency.: anal/sis 'for ,e.^luating*service 
provi^sipn refJJbrti^n:^ -andT cpndudtingAa case* management 
s'lirvet. 1 The final ^foui,. appendixes' ^'ddress:", 
orgarilzartional- a>spect4 of financial a^ssistan6e- and '' 
social .seryices;:^llbnt pa'tfiw'a It, and personnel 
activiti'es and forms flow^'idata .elements for a- pilot 
ease accountabAiity systemjWnd. family^rofiiesy^ ' 
client referral, ^and 'servl-ce transactions*. 

See: also parent doc^lment. 
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pt/t-^ncUpn^ Bltfe Bell^ Pa. 

^B-OOWiy^.^^ fromvNTiS, PCS 5.25/BP$ 3.00^ 

The hi-^tory . and opetatlon /of the Child care vand 
Pl^ceoierit Information System (CCPis) is described 
in a, repott which provides supporting documentation 
for a^^tbfile of th* system (SHII-0001177) . CCPIS ' 
is a child- trackiftg^system foregathering^ processing, 
and pro'cfUcing informatibn aboiit children in' the care ' 
of ^or under the - supervision of i child care of. service 
agencies throughout Michigan./ A briefdisoussion of 
the hilfetory, environment, and status of the system 
(as of 1974) is followed by explanations of. client 
entry -criteria^ client exit criteria, and an dutlxne 
of services covered. -Information on intake and ' ^"^ 
referral and case management is prpvijied/ and sample " 
forms and reports are presented. . . C 

See also related documents, SHR-0001177 and ' 

sHR-oooii7a. , ^ • . r: 
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C.lient Pathway Orientation Gui^^^ 



Harold D. Holdet. . ' . ' « ' 

; Ca^ewax, Inc^ Ral^eigh'i N^C. \ ' - '.'.--'^ . 

.. 10 Oct '75, .2 S^)-, ■ ■■■ / ' ; :■' ■ * V , " '. ,v ,; ' ' ^. ^^/V,; 

SHE- 00 01685. Available from Human^ Bcology Institute/ 7354 Chapal, Hiil Hd-. 

Raleigh, NC 27607. ^ v-iiat-^x n±i.± na. 



An overview is pres^nted'of the Portsmouth, Va.> 
human serviced- syst^ijn client pathway. The overview 
iS; intended for use not as a procedures manua'l for" • 

"carrying out pathw.ay operations, bu,t,,as a gej^eral 
introduction to the p^^way and to the^purpose- of 
each stiep, or function^ within the pathway. A 
^general description,' of the client pathway, \ 
accompanied by a schematic diagraifi, opens the ^ 
guide, ^he client pathway is described as an organized 
sequence of st^ps that. should result in meeting' 
clients'., needs of solving clients' problems. ' . The 
client pathway o^)nsiSts, of ^ 12 £ijncti/)ns: ^ /outreachi, • 
entry; courtesy response, emergency servige, 
self-seDvide, case managet assignment, pc'oblem 
assessment^ ser^vice selection, resoVrce Allocation, 

igp^rice delivery ,, ^valuat ion, and -fpllowdp. ' .The 

^iStionships among* these functions are /illustrated^ 
in schejfia tic diagrams."; Each function i:g then ' 
described in te^rms' cyf the effects, or outputs, tor 

'which it ^ is accountable and in terms bf the' geherai 
process by which it operates. . ,y 
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Client Pathway Procedural ManUal*. 

* ' ■ " ' • ' • • . ' ' • ; . ^ 

Rebecca T, Dixon^ and. Judith A. Duffy. 
Human Ecology Inst • ^ Raleigh, N,C, 
1 Jul ' 76, 'il 5p - / . 

SHR-0001690\ Available from Human Ecology Institute, 
7334/Chapel Hill Rd, ^ Raleigh^. NC 27603. 



prepared for* trial operation of the' system. -The 
client pathway is 'th^documented set of procedures t.^., 
through w hich clients move. These procedures are - v^.- 
partitioned inta^a set of funetions^ each defined by 
a desired .outcome and detailed procedures for 
achieving tsjhe outcome. The procedural manual is 
intended priinarily for use by case managers and 
function workers as-a' day-to-day hanjibook. A 
general description of the client pathway, ■ *. 

accompanied by a schematic illustration, opens the 
manual. The major tools to be used in carrying out 
pathway procedures — the client-oriented ^ record , 
resource directory^ and management information 
service are described briefly. A 

function- by-function description of the' client pathway 
is then presented.. Each function description includes 
the following: definition pf^^^tcomes^ performance . 
standards^ and general procedure's; operation resources 
(who* operates ^:he f unction^ - where and^^j^en the f unction 
is operated^ and the tools -use4)^ ; function input states 
(conditions necessary to begin the function) ; a 
procedural diagram; and detailed .procedures^ The 
following functions are covered: outreach, entry, 
courtesy response ,^_£^ergency^ self-service, case ^ 
manager assignment^ problem' assessment^ service ^ 
selection^ resour^re allocation^ service delivery^^ 
evaluation^ and f ollowup. 




human 
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Comaion Intake Case Management Pilot Implementation: ^ 
.Management / Administrative Manual. | 

Michigan Dept. :bf Management and Budget, Lansing. 
1974, 25 9p ^ 

Executive Summary available from PFOJECT SHARE. 
PB-240 370 Available from NTIS, PC$10.75/MF$ 3.00. 



An implementation plan plaii for a comm9n intake and case 
management system is presented as it is applied on a pilot 
basis in a ;tri-county area in Michigan. The proposed 
system attempts to make human services more accessible to 
clients ^by providing a single point of entry to a range, of 
services, and by furnishing a mechanism to assist clients in- 
moving through the service delivery process. The manual 
-describes the common intake / case management system and 
\iden£ifies requirements for staffihg and evaluating the 
pilot project; a flow chart pres,ent?Si.^j^ schematic 
representation of the processing prodfedures. Organization 
of the pilot project is discussed, and evaluation methods 
using both quantitative and qualitative data are provided. . 
Program planning and evaluation techniques are presented in 
text, and tabular format, as well as plans for implementation 
.including approval, operational evaluative, data services, 
o^'rfesource mobilit^ation and transportation coordination 
components, and a total tri-count^ impliementat ion plan. 
Appendices present local agency questionnaires, initial 
intake unit staffing requirements^, and current changes in 
staffing requirements, common data elements taken from the 
matrices, potential elimination of department forms, 
advantages and constraints for sharing information among 
agencies. 
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Commo^n Intake Case Management. Pilot Implementation: 
Procedures Manual- 



Michigan Dept. of Management , and Budget , Lansing. 
Governor's Human Services Council. 
1970, 19Pp 

SHR-0000471 Available frpm NTI^f PC$ 9.00/MF$ 3.00. 



A manual is presented for the implementation of a common 
intake and case management system for human services in a 
three-"Count y area of Michigan. The system includes the 
processes required to ^provide services, to meet client heeds 
and the processes required to manage service delivery to 
insure that the individual has achieved his planned goals. 
The .establishment of a common intake function to allow the 
individual one point of entry to a full range of services • 
is inherent to the system. Other features of the case 
management system are an extensive needs^ assessment which 
identifies specific problems and service requirements; 
specific service plans for each client; utilization of 
existing service delivery agencies; and monitbring and \ 
follow-ap of a client's progress. Case management 
procedures are detailed for the foJ^lowing services: in^take 
and reception^ service planning, case management, ,: 
emergency needs coordination, client advocacy, data' 
services, and provider agencies. The procedures are 
divided into client processing and / or exception 
processing sections. The client processing sections provid 
a chronological order for processing a client through a' 
defined phase in the service delivery process. Exceptio^ft 
processing sections concern staff responsibilities which 
supplement client processing, but which might be used at 
intervals not controlled by client flow. ^ The manual is 
written in a playscript format to facilitate understanding. 
The description of the managemeitt information system 
needed to coordinate the system is illustrated by forms^ 
files, and management reports. Portions of this document 
are not fully legible., ^ 
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Coxiceptual Design of a Management Information System for 
Integrated 'Services. 
Pinal Rept. 

Booz - All-en Public Admiryistratio/i Services, Inc., 
Washington,^ D* 

30 Jun 73, 129p ; . 

SHR-O00D^42 Available JfroniJfROJECT .SHAREV PC$ 7.^25. 



A design concept for a ^bianagement information systein for 
•the Integrated Services Projept of Polk Ct)unty, Iowa, is 
presented. A service, delivery model and a case-ma.naqement 
system provide the f r-ameAr<irk, for development of thfe,^ 
managetn-ent' jrnformation ^system. The service -delivery, model 
defines a predetdrmined client flow wijthin the scope of the 
project, while the case manager actually affects services 
integration and performs % broad range. of functipns. The 
information system is , responsive to worvfeer - qriented 
information allowing instcint retrieva 1 -of client and ^ 
service records and to administration - oriented ,r>epoj:ts 
assuring interagency planning and 
COORDINATED SERVICE DELIVERY. ^ 

Basic inputs are supplied by case managers and service 
providers. The conceptual design is based upon interfacing 
subsystems utilizing common data files ^f or^ data retrieval 
and supplementation. Ihe system is designed to incorporate 
all participating agencies arid to provide for 
^confidentiality of client information. Eight subsystems - 
within the information system are. discussed and m 
illustrated: information and referral, client tracking, 
client registration, eligibility, service plan management, 
resource inventory, cost j.nf ormation, and gerieral reporting. 
Appendices, contain analyses of community agencies and 
similar social service ^management information systems.- 
Portions of this document are not fully legible. 
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County Staff^Oser's Manual: Management and Social 
Services Information System. i ' - 

WyoTiing Dept. of (Health and Social Services^ 
Cheyenne. Div^ of Public Assistance and Social 
Services. ' 
Jul 73, 70p / 

SHR-000^1112 Available from NTIS, PC$ 5.25/MF$ 3.00, 



A manual prepared to assist in the p 
implementation of the Management and 
Information System (MSSIS) in Larami 



ilot 

Social Services 
e County, 



Wyoming/is presented as supporting dlocumentation foW 



a profile of the system • (SHR-000 1107 



is county administered and ^tate supervised, is 



intended to provide case management 
assistance to the^ Division of Public 
Social Services of the Wyoming Depar 



) . MSSIS, .which 



and re|)orting 

A3isistance and 
tment of Health 



and Social Services. The user's manual. Which is 



divided into two sectons, includes t 



he following 



materials: reporting system input forms with 
instructions; other reporting system forms and 
Worksheets; codes; reporting system flowcharts and 
inf ormation on procedures ; eligibilijt y policies 
and procedures; and eligibility formjs and 
instructions. 

See also related evaluation and other m'anuals, 
SHR-0001107, SHR-0001109 - SHR-000 1 1 1 T respectively. 
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Evaluation of the Status and Effectiveness of State and 
Local^ Human Services Information Systems. System 

>??JJif' c ^f"*"^^! Intake and Systematic Referral Approach 
(CISRA) Systeln. . 

^ Barry Bosenberg. * N ^ 

- 1976'^^^7p^''^^^"'^'^^ Sciences, Indy^,^ Silver Spring, Md.'^ 
' SHR-0001268 Available, from NTI s\ PCS y.50/MF$ 3.00. 



TJi?<:pfl'^c^^/''*^i^ systematic Referral. Approach 

^^^^f^^l jy^^^^ %he,Kon Ve^llej (Pennsylvania) 'Health 
and Welfare Council .is ^escfited. The objectives of ' ' 
CISRA are: to reduce duplication with regard to intake^ 
ana registration procedures among agencies involved in 
delivery of human services^ to deve;Lop-a system of • " 
client tracking and referral; to establish ,a Wan ' 
services profile/of each CISRA client; to collect and 
analyze, statistical information;- and to iden^tifv gaps" " 
m service delivery. ^ The operational compdUents of 
CISRA include: , client intake. and problem assessment^ • 

eligibility .determination^ information and referral., 
resource directory^ service d.elivety, case management 
and monitoring, validation of client data, management 
reporting, administrative services, system planning., * 
ana evaluation. The data management system developed 
by the Hon Valley Health and Welfare Council coi;ects 
processes^ analyzes, and reports information on clients 
and the services rehdered to them. Data collection 
is; perrormed manually • by clinic an<J facility staffs on 
a day-to-day basis; all other operations are computerized. 
All activities such as forms, processing, file maintenance, 
ana aata aggregation are. conducted internally. The 
overall assessment is that ,CISRA has. been well utilized 
within the geographic area served. a bibliography and 
system forms are incliaded.^ Portions of this document- 
are not fully legible. 
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Evaluation of th<.,^a tiis and Effectiveness of State 
^and Local Human Services Information l%stems. System, 

Pro&ile: Social Service Deliver/' Management 
. Information cuid Control Systems. / 



V 



Barry Ro^enber^ 

Applied Management Sciences^ Inc,v Silver Spring^ 
Md, 

1976^ 48,p 

SHR-0001104 .Available from VXIS, Pc$ U:50/HY$ 3.00i 



A profile of the social service .Delivery ManageiheA^ . 
Informjation. andvContrbl Sysjtem 'of the Utah Department; 
of Social Services/ Division of Family » Services is 
presented. THe dxVi^^lon operates the following 
components of a human services information system: 
client intake and prbbl^ a^ssessment; eligibility 
requ^irements determination; .information and referra^ ^ 
services; a resource directory^ service delivery ; 
case mana'gement and moni1:oting; maneigement reporting; 
administrative l&ervice programs; planning; ahd - 
evalufeitioni These components ai;e brief ly described 
and a diagram illustrates the flow^.bt services and 
activities within the s'ystem. The system has two 
features wKich are considered unique: (1) a highly 
trained and. highly educated top a^dmihist ratiVe. staff; 
and (2) a •service inventory^ • which is a' means for 
keeping track of available serviices. Th« 
feasibility for the' continuance of the system appears 
to be excellent. Other aspects of the system' 
discussed im the prof ile include*: the data system and 
the role of data output; cpordination and transfer 
activities;, system utility; staffing and' training 
characteristics; and planning^ development^ and 
future p]^ans of the system. Exhibits provide an / 
.organizational chart of the Utah State Department of 
Social Services, a chart shoving month-by^month 
expenditures in calendar year T975# arid diagrams 
illustrating the functional organizational 
structure; for district operations and the 
district - level service delivery system. System 
forms and a bibliography of available system 
documentation are provided. ; " 

See also related documents^ SHR-0001105^ SHR-000 1 11D6, 
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Evaluation of^the Waianae - Nanatull Herman Service 
Volume III* Statistical Analysis. 

' •'■ ■ " • ^ ■ , ■ 

Hawaii Office of the Governor ^ .Ho'hdlulu.'^\Serv\ices^ 
Integration Targets of Opportunity Project ^ 
15 Jul 74^ 210p . " 

PB-238 505 Available from NTIS, PCS g.25/ffF$ 3.00 
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The third and final volume of the evaluaition report on the 
/Waianae - Nanakuli Human Services Center In Oahu.^ Hawaii, 
presents selected portioi>&-c5f data utilize* in' the SITO ^ 
(Services Integration^^gets of Opportunity) Pro ject effort ^ 
ta improve the planni/g administrative capacity of the 
Center by evaluating texisting conditions and facilitating 
changes including^ the clevelopment of a management informa tion 
system.^ The goal of the SITO activity has been/the 
implementation of the case "management process ' withii^ the 
interdisciplijiatry team approach to" se'rvices delivery , 
utilized by tiie Center* The first section presents' data 
indicative of socioeconomic changes in the. Center's 
target popula,tioi>' on the Waianae Coast. These data are ^ 
useful in planning the placement 'of community service 
centers, the mix of . services to be provided, and the 
response of Center management to patterns of community 
changes.' The i^econd section presents service utilization 
data fxyc income maintenance, social services, public health 
services, employment services, and vocational 
rehabilitation services. These data reflect problems . 
involved in ^using, statistics gathered -by different program; 
for different reasons in making dec"isi<?ns relative to 
res.ource allocation. Section III data represent tiie* first ^ 
attempt to, measure multiple service cases in the Center; 
this initial, multiservice case count, taken from December 
1972 to November 1973, shows the results of collocation 
without a case management process in operation. The final 
format of the Center's Common Index File (CIF) System 
statistics report also is, presented. Tabular^^ata, a copy 
of the Center's handbook, and ..extensive documentat4.on of 
ttle Cir system are inqluded. 
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Expanding Management T^fchriology and Prof essional 
Accountability in Social Service Progtams. 
Final Rept. - ^ \ 

. National Conf erenpe; >on Serial Welfare^ Coiumbiis, 

■ Oh^O-.:. V . / ■ . . ' ^ . ^ ' • • . . 

.\ 1976, 62p . / . ' ' • 

'SH^-C&S 1 552 i Available tropi National Conference on Social Welfare, 
^ 22 West Gay St Columb.u I ^ OH 43 2 15: » ; 

_ . ■. ' r ■ ■■ * 

■■ Cj ' ' 

The/^benef its of managemej^vt' technology to the human 
service field art?' explored. , The human resource 

approach to management is proposed as a key technique ^ 
for achieving one basic goal: that management . 
decisions must primarily enhance the abilityl of 
"^front - line workers in, the delivery of effeptive 
and effjj.cient/'services needed. fiy ''families. and 
individuals. k number -of management practices are 
iiientified,^ including planning systems, ^Wo - way 
manageoaent by objectives, . pro ject manage|ient , ^ 
goal-oriented case management, automateid da,ta base 
irianage.Tient information systems, and career development > 
aWd^inservice training. Principles which should * „ , 

lovarn the introduction of management technolbgy in /' 



( 



govarn the introduction of management technolbgy in 
humaVi service agencies are outlined: (1) management /' 
practices should be selected , on the basis of 
appropriate criteria and principles; (2) members of 
an agency Should be prepared for change; (3) change 
should be timed with other 0,yents that will make an 
agency more capable of adapting to change; and (U) 
management practices should be appropriate* for an 
agency and relatively easy to implement. The role 
of Federal, State, and local governments, public 
and private agencies, and the National Conference on 
Social Welfare in the )deyelopment of efficient 
management practices is addressed. Recommendations 
are made on the following issues: career development 
programs, ^^^utomated data base management information 
systems, Senior clinical consult.ants, the 
implementation of results - Q^rienteH management, 
and inr\ovations in management technology. A 
bibliography is included^. / - 
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Experimental. Case Management:- & >ilpt Hariual fit Training 
Case Managers in Services Coordination Projectsf 
Training Manual. 



Richard Roessleri^v Greta ^Hack^ Jim Statler^ San 

and Jean Brown. ' 

Arkansas Rehabilitation Research and -Training 

Fayetteville.^ ^' 

1 Nov 75, 102p , 

Executive Summary available] from PROJECT SHARE 
SHB-0000324 Available frofei NTIS, PC$ 5.50/flFJ 



Andetson^ 
inter^ 

3.00. 



Techniques for training case managers in serviftoes - 
CQordination projects are discussed in a caselmanagement 
manual devel(j)ped by the Arkansas Rehabilitation Research 
and Training Center.. The manual^includes se^^ralA sections 
.which ape concerned with problem and need analysis, 
agency services^ counselor systematic tho^agh^T^ 
and relationship skills, and ^a step-by-stepjffdescriptioD of 
the caste managetneht p;cocess. 90th techniqufes for case . ^ 
management and^cognitive and aff ective 'Skilfts necessary 
for effective utilization of^fcase maiVagemen|f' techniques 
are included in t h^ manual. The rationale ^or case 
management is discussed/ and a case managenl^ht model, is 
proposed to capitalize on the value of hume^J relationships, 
between a client and case manager. /The ca^ manager's 
role is envisioned as covering threfe centr^ 'itf unctions 
needs analysis, coordination, and^counseligg. ^The 
deveiopnent of skills as a heeds analyst i^ addressed, 
and jpouaseiing components of case management are ♦ 
<^c^^j^heated./ Phases and steps in experimental ca-se 
management, are detailed* fieport' appendices contain codes 
for use in problem / need analysis, common intake form,, v 
program development form, management information system 
memorandum, of the^ Arkansas Social and Rehabilitative ^ r 
SejJvice, sample letter to client requesting mfeeting with 
case .manager, and notice of. action form for households wh6 
have applied for services. ' 



V 
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Guide fot the Manager of Functions. r 

Emerson H. sAlpes, Michael W. Baker, Rebecca T. Dixon, 
and Harold D. Holder; 

•Human Ecplogy ' Inst. ^ Raleigh^ N.C. ' - 

Jun 7&# 66p . ^ ^. 

SHft-0001686 Available from Human Ecology Institute^ 
7334 Chapel Hill Bd.^ Raleigh^ NC 27607. \ 



Management authority and responsibility in the . 
Port smout h;- Va, , human service system xs defined^ 
with ' part icu lar a tte^ition to the role of the manager, 
of functions. In the Portsmouth system^ the first 
level' of management accountable. to th^ overall 
systein Jianager includes the manager of administration^ 
the preventive subsystem manager^ the manager of 
f unctions ^ and the pathway manager* ' The manager .of 
functions is {responsible for the overall 
f unctioh-by-function reliability of the system's"' 
12-f unction client pathway- The manager of functions 
is accountable for . reliable pathway operations and"^.. 
!fqr control of the budijets allocated to administering^ 
andj^: opera ting each pathway function. The function 
manager is \aoix^^ op.erat'iori 
of the pathw&y for a 11 clients, ■ but is not held 
accountable ^or individual client outcomes. The 
management concepts on which th^: Port smo^uth system 
is based are discussed, and the management ' ^ 
structure of the system is descrijbed in detail. -^flMTe 
rationale, major tasks, and budget ' 
respoiisibilities of the manager of functions are 
described, as are the relationships of the 
manager of functions by the city's management^ 
information service. Schematic - 
illustrations of the Portsmouth management • " 
structure and human service system are included- . 
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Harttord SITO Project Documentation* The Use of Ca3e 
Managi&^jjent a*nd Purchase of Service Contracts, in the 
ComcnunitV Life Association. ^ 

Connua'ity Life Association^ Hart rprd^ Conn. 
Mar 74|, 96p 7 \ 

SHR-O0'0D03Q Available from j^ROapCT SHARE^ PC$ 6.00. 



The progress of the^ Community Life Association (CLA) 
System of Management and , pu-rchase of service is documented 
after approximately six months of operation. Two types of 
case managers are ^employed, the family service worlcers " 
operating fi;x>m JJeighbprhobd Life Centers (multiservice . ' 
centers)^ assist ne,ighbor hood, residents to obtain 
empioy.nea£ pr improve their ^existing employment "making the ' 
individual fully or partially self-^ppoirting. The case 
^f^rker i-mpleiuents the p.lan thtouo^h purchase of service 
arrange,nent.s wij:'h m^ thai) 21^ public ipr private 
p^rticipa tingy/a^ea agencies. Personal case workers provide 
alternatives -/to Unnecessary institutionalization of elderly 
people by proyidi\ng services to maintain the older persdn 
in his or herVownj^ome, in the home of a family member, 
foster home:^ o)r other supervised living .arrangement. 
Ap^r opria te M^ealt h ^nd social services are arranged or • ^ 
purchased According to contracts with provider agencies. 
Cost arnd ^effectiveness information of this mode of 
services delivery 1^ not yet available' due to lack of funds 
fo^ an automated data system. Conclusions reached after 
six^ inonths opera tion.^ indicate an imj^roved accessibili,ty 
of services to clifient s, documenting of service inadequacies^, 
and initiation of ^'new or improved ^hiifh priority services. 
The ini^tial steps in developijig a case management and ' < 
purchase of service model ha ve resulted lirom this* : * - 

'exp^rien::e. Portions of this document are not fully 
legible. 
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Integrating Human Scjpvices, An Evaluation of the " : ■ 
Jackson County Integrated Huraan Services DeiiVery- - . ^ 

Pro>i^ct, ^ . ' . 

^hn B. Amadio^ $ ^ ' • ^ ' 

Jatlcson County Health Dept. , Murphysloro, '111. | 
1 Sep 76, 33p , ' , ; 

Available from Jackson County^ Health pept. , 342-Av North 
St.rfeet,./ tUirphysboro, IL 62966. , * 

■ ' _ - ^ • ^ f -■ ' ^* . ' . . ; 

A jserv'ices' integration pilot ptojeqt conducted iti * 

Mufphysboro, 1.11., is described and evaluated. Four . 

part-time generalist'' case managers, loaned to Jt>ie 

project by their ag^ncies^\ were colocated In a ♦ 

central facility in the s.outhwest section of 

Muc^physborp. Each self ••ref erred client and 'client " 
. referred by another agency iras assigned by an 

offi^ce aianagef to a case manager, who discussed the 

client's probiiems with him. The intake process 

resulted in a signed contract; between the case . V 

manager and the client designating; the services! to ; 

be received by th6 client. P<bllpwing review, of -the 

service contract by project staff, the case manager 

exercised the client 's entitlements to pooled services, ^ 

mcfnitored provision of the services, and, with the 

client an4 o^her staff membe^ts, evaluated the 
reffectiyeness^of each serviQe when it had been ' ' 

completed. The pilot project also developed a 

training program tb prepa re/ the case managers to 

function as generalists. T^he achievem'ents of the , 

project are noted, and constraints, such as reluctance , o,^ 

find lack of flexibility in/: the parent agencies , on . 

the project's activitieis are outlined. The pro^.ect 

found tha t^integrated sebyices' were most effective; 

for clients^ whb>were reluctant to 'seek help and 

for. 'clients with multiple; health and social 

service j/roblems. Recommendations for similar ^ 
undertakings in other lodations are -d^ered. . A copy . , ' 
of the project's service^ matrix, copies of service 
'fbrms^ and documentation of the client assessment and 
Contracting processes ace appended. . ^ \ 

<■ i- " " . • ■ 
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'^introduction to an Information System for Social Service 
^Beliv^ry- Status^ of Division of Youth and^ Family Services 
Manjagement Information System., , i 




New Jersey State Dep^t- of Jftstitutions and Agencies, 
.-Trenton. Div-, of .Yoiitfe' and Family Service;^ 

1^73, ai^p , ' " \ 

.,:SHJR-^0001335 * Availat)le from NTIS, PC$ 4. 50/MF$ 3. 00. 

.'--^ : •/ . . ' ■ , - • 

A^social services delivery information system is' 
" described ^H&or a Supervisor » s Cbnferenoe,p.of, the 
Di»isi6a'of Youth and Family Services of New 
Jexsey. This management information system .(HIS) 
^ has a tVo-foid purposei program management ^and case 
ma'naxgeme^t. ^he program management component V 
prpvides'^ information t:o top and m.iddle management 
tb: bjB lised for program and budget plarinin^, 
effective and efficient management, and for' 
statistipal reporting. The case i^anagement component 
provides, information and techniques |:o line workers 
and' supervisorsrto be used tor effective 'ahd^ rKV^ 
efficient management of caseloads. The subsystems 
of the MIS> and their applicability are identified. 
Steps ; completed and those td be undertaken in the 
• ^d-^velopnient of the management information system 
are outlined.^ and criticisms are provided .of the^ ' 
first draft of the MIS- Guidelines fpr revisions, 
the structure for data collection j|f^the case 
management process, arid input forms are included, 
A model for social service delivery reporting is * 
attaiched. ■ 



Local Supervisory Review of Case Actions. 

■**'.. 

Sidney Henkeli. 

Assistance Payments Administration, Washington, D.C. 
1'9 Sep 74, 29p 

SHR-0000439 Available from NTIS, ^C$ 4.50/BF$ 3. 00. 



The New MexicQ Public Assistance Agencj;^ s case review 
systenn provides an illustration of the\imp lamentation 
and management of a systematic approach to local 
supervisory review of case actions concerning aid for 
dependent children,' The State agency views the^- 
supervisor^gcase actioji review system as an 
integral pirt of the management information 
systemJ Its components incluj^fff^ input ' from ^ 
financial assistance workefs# supervisors^ and 
county agency directors. The purpose of the 
system is to: provide the financial assistance ' 
worleer with a means of organizing the monthly 
caseload; report worker activity ; evaluate 

worker performance; report unit caseload' activity;. ? 
identify problem areas; and report financial 
assistance activity. The case review system 
enables the supervisor to fulfill his 
responsibility for the review of worker 

performance^ In addition, it provides staff at • 4^ 
both county and State levels with information 
on the status of financial assistance programs. 
Forms used in the New BexiccL Supervisory Review 
of Case Actions ate appended. 4 
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Management Report User's Manual: Management and 
Social Services Information System. 

Wyomiag Dept. of Health and Social Sjervices, 
Cheyenne-. Div. of Public Assistance and Social 
Services. 
Oct 73^ 29p 

SHR-0001111 Available from NTIS, PCS 4.50/MF$ 3.00 



A management report user's manual is presented as 
supporting documentation for a profile of the 
Management and Social Services Information System 
(MSSIS) in Larami6 County^ Wyoming (SHR-O00ri07) . 
HSSIS is intended to provide case management and 
reporting ajfesistance for the Diivisfion of Public 
Assistance and Social Services of the Wyoming 
Department of Health and Social siervices. The" 
purpose of the manual? which was prepared to* 
assist' in the implementation of the system^ is 
to explain the purpose of the various reports 
used in the system to the ^ppropriite management 
personnel. / The .guide also 'explains how the data 
in the reports may, be analyzed and interpreted 
and the types of decisions that can be made from 
the information presented. Four categories of 
Reports are discussed: monthly reports^ guarterly 
reports^ the semi-annual report^ and the annual 
report. Sample forms are included. 

See also related evaluation and other manuals, 
SHR-0001107, SHR--0001109^ SHR-M01110^ 
SHR-0001112 respectively. W 
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Model Social Service Record System: An introduction 
to Hanual Use. J 

irandless Associates, Kansas Gh^, Ho* 
Feb 77, 137p ^ 

Executive Summary available from PROJECT SHARE. 
SHI-0001882 Available from NTIS, PC$ 7.25/BF$ 3.00', 



A social service record. system designed to support the 
delivery "of comprehensive social services, to 
maintain client-oriented case records^ and to generate 
management and trdcXing reports is described in a manual 
directed to social service professionals, interested in 
improving their recordkeeping, tracking, and 
management inf ormat ion procedures^ the casevoricer - level 
and administrative - level needs addressed by the model 
system are discussed, and the objectives and design 
l^^nstraints of the system are noted.^ The conceptual 
frarnevork of the model system is outlined, with 
particular reference to the concepts of service 
coordination, goal-oriented social services, problem 
lists, and service plains. The system is designed so 
that its data base may be interfaced with other systems 
(e.g., an accounting /billing system) and so that 
minimal changes in the existing casework records of 
agencies will be required. The system design is based 
on an approach in which the. service plan becomes a 
contract between the client arid the caseworker, with 
t*:oblems and case goals clearly stated and all servi^res 
planned and scheduled. The;, forms used to collect data 
are described and illustrated, as are reports that 
can be generated by the system. Information on operating 
the system manually is presented in an appendix, which 
includes sections on information system rules, data 
elenfients, files, file maintenance processing, report 
generation, and conceptual computer design features. A 
related repbrt (SHR-1670) documents an application of 
the system in Columbia, Mo. ^ 

• ... ■ <' 

See also related document, SHE-0001670. 



Operationalizirig Services Integration: Impact and 

Implications for Human Services Planning in 

Wisconsin. A Concept 

Paper for Developing Alternative^ 

Pathways in Co|wnanxty Human Service Centers. 

R. 0. tfashingtbn^ Jon L. Bushnell^ Robert D.Speer^ 
Eileen Reuchely and Denise Cassidy. 
Wisconsin Oniv. - Milwaukee. Huihan Services 
Management Inst. = * ^ 

1 Dec 75, 41p ] 

SHR-0001695 Available from WTIS, PC$ y.50/MF$ 3. 00. 



A conceptual framework for 'the design of alternative 
client pathways within decentralized human service 
systems is described. It is postulated that client 
pathways within tije context of servicfe integration^ 
^re characterized by lateral integration (better 
agency cooriiination and service linkage) and 
decentralization. Case management is„ .considered 
to be a logical framework for the operation of client 
pathways at a decentralized level. The assumptipn is 
made that client pa.thways define the functional" 
prerequisites of case management, functioning in 
what are termed community human service programs. A 
model of a client pathway system for a geopolitical 
area in Wisconsin of about 30,000 residents is 
presented^ Goals of service integration are 
identified as improved planning, enhanced efficiency 
in the utilization of resources, more collaborative 
relationships among agencies, aiid improved 
communication among participant agencies. Structural 
elements of an integrated service system are the 
integrator, service provider, and integrating ' 
linkages. The structure 
and process of case management are 

explored. The statement is made that case management 
is a mode of hfuman servxce delivery which refers to 
the process of managing client pathways ahd insuring 
accessibility, continuity, and followup. The 
operationalization of case management is 
discussed. The proposed 
model for a client pathway system in- 
.Wisconsin encompasses the elements of intake and 
information, expediting emergencies and noncompiex ' 
ca^es, intake and assessment, service contract 
development, referral, followup, and case 
completion. Portions of this document are not 
fully legible. ^ " ► - - 
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Service Integrati.6n Program. ^ 
Progress Bept* ^ : " \ 

Fichiard Roessler, and Greta %kck« ^ / 
Arke^nsas Rehabilitation Research and Training Cehtrerr 
Payetteville, 
Sep 73i 73p 

Executive Summary available from "PROJECT SHARE. ' 
PB-238 958 Available from NTISV PCS 5.25/BF$ 3.00. 



An interim report on activities conducted by the 
Arkansas Rehabilitation Research and Training Center 
from April to July: 1973 is presentjed. FiVe major 
sections are included in the repoxt: (1) client 
^satisfaction research; (2) caise management orientation;. 
(3) pilot study data on^ an integrated system; (U) 
consultation activities; and (5) research design. The 
N final form of the instrument tor measuring client 

satisfaction, vhjLch is included, consisted of 20 items 
measuring client satisfaction and 6 items dealing with 
a client's perception of the Arkansas Services Center. . 
Based on extensive tabular data obtained in the course / 
of the client satisfaction survey, it appeared that 
clients ifere generally satisfied with services they 
received at the center. Two areas of relative 
dissatisfaction, additional help for self a^nd 
family, were viewed as critical to the development 
of an integrated service system at the center. In 
^he experimental case management approach, a 
program was linked with a client's original goal 
for integrated services through the^ technique of 
goal attainment scaling. Goal progress wjas 
evaluated through the use of a goal attainment 
checklist and a prdgratn development checJclist. A 
case management interview form is pe^ided, and 
procedural det-ails involved in case management are 
described.'^ A committee of agency specialists was 
established to serve as the mechanism for ' 
coordinating, individual agency act ivities within 
the regional integrated services (RIS) approach to 
service delivery* Tfre results of a pilot study to 
evaluate the RIS approach are presented, and the 
development of the RIS is' reviewed. Additional 
activities planned for sub.seguent phases of the 
service integration program are noted. 
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Services Integration." 
Progress Kept. 

r Arlcansas Eehabilitatlbn Research and Training Center^ 
Fayetteville. 

Dec 72> 67p ' t 

Executive Summary available from PROJECT SHARE. 

PB-i38 851 .Available from NTIS^ PC$ 5.-25/MF$ 3. 00. 

' '« . • • * . • • • 



The effectiveness and efficiency of the integrated 
system for service delivery at the Arkansas Services 
Center in Jonesboro are examined. Perspectives are 
offered on the issues tf system efficienc^e 
participation^ and management ; personality barriers 
to servicj|||Jelivery; 'Client satisf action; and agency 
reactions to integration.^ Integrative planning at 
the center foetuses on admiiijistrative approaches to 
service integrefti^n so that colocation is not a 
necessity for service integration. Components of the 
regional integrated system (RI3) at the center Include 
integrated program administration^ common intake^ 
diagnostic and evaluation services^ case management, 
research, information management, program planning^ 
and joint funding arrangements. Process objectives 
of the RIS are detailed, and a research proposal for 
service integration is described* Participation and 
case management*" are key components of the research 
proposal. Specific activities involved in case ^ 
management at the ArJcansas Services Center are 
outlined. Personality barriers to self-improvement 
are identified. Initial agency responses to 
integration at the cenijjer were generally positive. A 
selected bii)liogra,phy is provided, and a client 
involvement worksheet appended. 




iServices Integration Second Year Report: Statement of 
Issues, Research Hethodology^and fixpefimen?^ Case^ 
Management Procedure^, ^ ^ 

Bichard iSoessler, ar\^ Greta Mack, 

Srfcansas Eehabilitatlon Research and Training Qenter, 
Fayetteville. 

15 Sep 7a^ 137p • 

fexe::fut?ive ^Summary available from PROJECT SHARE. ' 

SHR-0000132 Available from MTIS, PCS 7, 25/HF$ 3. 00, 



An experimental plan for service coordination among social 
and^rehabilitative agencies at the Arkansas Services Center 
is aiscussed in this report prepared at the close of the 
plan's second year. The research design used*' focused on 
services integration in terms of system efficiency, system 
ef tectiveness, and system responsiveness. fjodif icaltions 
in the program involving case management and client 
participation are discussed. Case management procedures 
are detailed in Appendix the Case Management Manual 
which presents step-by-step techniques and skills necessary 
to coordinate services for clients and their families. 
Personality attributes that might potentially impede 
client progress in coordinated services are identified 
and classified ; their relationship to services coordination 
is explored. The design^ sampling procedures, variables, 
and instruments used are detailed. The study involved 
both a comparison group of clients not in integrated 
services^ from a nearby area, and tj^o experimental groups' in 
integrated services (includl.ng one case - managed group) . 
The common intake form used to assess the need for 
coordinated services is presented in Appendix A. 
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Social Service Information System. Volume ill ; . 
User Manual - Part !• ^uide to Case Jlanagement 
and Data ^Collection Procedures. 

Georgia Univ. ^ Athens. Regional Jnst. oiE Social 
Welfare fiesearch. . ' 

Jun 1 19p ' V 

Executive Summary available from PRO JECT SHARE^ 

SHR-0000830 Available from Regiona^l Institute of Social Welfare 
Research^^ P.O. 'Box 152^ Athens^ Ga. 30601. 



Guiieliies for case management and data collection 
are presented in part one of the third volume in a 
thEee-volume series on social service information 
system (SSIS) development. A model SSIS was 
developed by the Regional Institute of Social 
Welfare at the University of Georgia 'under a DHEW 
grant. Part one of the volume which constitutes a 
user nianual describes the role of social service 
staff in an SSIS. In doing so^ functions of social 
service staff are defined in a goal-oriented social 
service .delivery model. Consideration is given to 
the interaction between service staff and electronic 
data processing functions.- The purpose of the user 
manual is to define possible erroneous data entries 
detected by the computer, identify messages sent 
to service staff by electronic #ata processing which 
specify^such errors^ explain the action to be taken 
by^ service staff to correct errors^ describe 
computer reports^ an^ describe the function of the 
document control clerk. Guidelines for case 
management and* da ta collection procedures are 
presented with regard^to: assessment,, information 
and referral; case mana-gement and service plan 
development; service authorization and delivery; 
and updaite of client records in caise management. 
Additional information on the model SS<ES is appended 
and may be useful in State planning for an SSIS, 

See also Volume I, Volume II and Volume III part II, 
SHR-00G0828^ SHR-0000829^ SHR-0000831. 




Social Services Information System: 
Ifanagem^nt Overview Banual. 

Colorado Dept. of Social Services^ Denver. 
Office of Information Systems. 

Executive Summary available from PROJECT SH&BE. 
SKH-0000910 Available from NTIS, PC$ 5*25/MF$ 3.00. 



An overview »of the Socidil Services Information 
System (SSIS) of the Colorado Department of 
Social Services is provided with an emphasis 
on the management and use of the system by 
local juxisdictions. Following a general 
description of the^ system's approach to 
case— tracking^ detailed information on» what 
the system offers l^ca:l jurisdictions and on " 
how the system may be used most effectively 
are provided. '. Management activities which 
contribute to a success^jfe implementation of 
the system at f he locai^^Brel are outlined^ 
including assignment of^Pro person to be 
responsible for the implementation # feedback 
to Caseworkers concerning the system^ the role 
of the editor / monitor, data control 
activities, and system requirements for 
introducing changes. Samples of input forms and 
computer reports, an examination of the individual 
elements on the entry document and ^.activity forms, 
and flow charts depicting real-time data entry, 
file mainteriance, report processing , and input 
document flow are' included. The manual is one of 
five documenting the SSIS- from various 
perspectives. , - ^ ^ ' 

See also related documents, SHR-6O0O911 - SHR-00009ia. 
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strategy for Services Integration : Oase 
Hanagement. , iw- 

TecbAical .Manual. ' ^ 

B. 0- Washington., 

East Cleveland Community'' Human Serviclis Center /> 
Ohio* . ^ * 

J|g '74^ 91p 

Executive Summary -available from PROJEltT SHAH* . 
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^ foundation -iSr designing "and implemefnting- a 
comprehensive s6cial services delivery system 
is presented in a technical manual prlpared by 
the staff of the East Cleveland Commuiity . 
Human Services Center; the manual refiects 
the experiences gained in that threte-if 



demonstration project, in which inri^^ 



fear 
iti ve 



he 

ts at the 
principles 



gement is 
ventioh and 
•"through; — — 
nd ends 



"Methods of providing integrated soci 
services to the poor and near • poorfwere 
tested. The focus of the information 
^presented is upon officials responsible for 
maintiaining programs operated under 
auspices of general' pur pose^gove mm 
local and county levels; however, t.-^ 
presented would be applicable to prjgrams 
operated under other * auspices, i. e. 
quasi - governmen1;al agencies, priv/kte 
nonprofit coalitions, etc. The corfceptual 
framework within which the manual 
is case management, a holistic mb'd|l of . social 
service delivery which incorporatel systems 
concepts and procedures. Case ma 
a process of managing service int 
ensuring accountability and folio 

it begins with a ipervice requeist ^, 

when feedback data regarding client satisfaction 
and goal attainment re-enter the brganization' s 
information and retrieval system /as inpi^t data. 
The case manager's functions planping/ 
organizing, directing, an4 controlling - are 
defined. The role of the integrator, i.e., the 
organizational .entity responsible for 
coordinating the services of autonomous setvice 
providers, is discussed, and administrative - 
•and direct service integrating linkages are 
identified. The case management process is 
discussed in detail, with the aid of flowcharts. 
A training guide for persons involved in human 
service deixvery organization is provided. 
Planning and resource mobilisation, research and 
evaluation, and decision-making with respect-' to 
evaluation are discussed. ,,The importance of the 
community outreach. aspect of a service- : 
delivery program is considered. A bibliography 
is included. • ' * . 



System 'Profile: Chil4 Care and Placement Information 
System; (CCtIS) . , • " 

Joseph' Casey. ■ i '.. 

•Applied. M ana gemenit Sciences, Inc., Silyer Spring, M^d. 
1976, 29p . ' ■ ■ 

SHR^0001177 Available from NTIS, PC$ 4.50/MP$ 3,00. 




child Care an^ Placement' ,f n£br mat ion Sy;^ tern 
(CCPIS) are described. CCPIS is' a child-tracking 
system for gathering^ processing, and producing 
infDrmation about children iii'Jthe cg^re of or under 
^ikhe sut)^rYis,ion of child care or SQifvdce agencies 
throughout Michigan. The components of the system ^ 
include: case' management arid monitoring; internal 
access> validation, and utilize^tion of client data; 
. administrative services ; management reporting; and - 
plaaning and evaluation. The data system used by 
CCPiS is oriented toward batch processing of data. 
J3;he system has the ability to generate and provide 
reports at all ^levels from the case Worker level to 
Title XX. The output is also used for internal-level 
agency - level decisionmaking , monito court 
activities, and for ^^iriolis other activitifes. The 
four unique aspects of CCPIS are: (1) it is 
client-oriented rather than agency-based; (2) .dt 
vas designed to prganlze_case recoifd data the$line 
worker level and then <group that data for^ 
suprevisory review or administrative management ^ 
purposes; (3) it operates in an interdepartmental 
milie'^u ; and (U) client f iles are maintained by ...the' 
Judicial Branch. Two criticisms ; o'f CCPIS a,re ^ 
cited: in the past, it has afcted as a ^service 
agency pro^viding special reports agen'cies, thereby 
having a detrimental effect on t h/SSnsystem^ s .ability^T 
to develop, and it has not • realised its full 
potential to respond to management reporting needs 
over and a,bove those required at the case mianagement 
level. The development, planning, and future plans 
of the system are discussed. / Exhibits illustrate 
the CCPIS collection form, the system flow, : 
operational costs^ the Control tJnit, prganizational 
chart, and the use of 'developmental funding. A' 
bibliography of a.vailabl(6 system dpcumentation is 
provided^ ' ' 

« . ■ * •' * • " . 

See also related documents^^ SHR-0001178 and * 
SHR-0001 179. 

y • • ^ \ .. 



Training Pr.^ram for Pathway, OpeMtprs- .| 

Toni Cli.f tonX Debbiei^iesslerr Lula B. Holland, ' 
arid Harold D. HolderU:^: 

>^Htima7i ^ecology Inst. j^^^^^ c ^ 

V'Bay 7«,:^l.51ps V" . ' , . " " ' ' . - 

Bxc^cuti^Je^vSuinwiiry available PROJECT SHARE* •/ • ' 
SHR-0601691 Available from Human Ecology Institute, 7334 Chapel Hill Eel. 

Raleigh, NO 27607., ^ t 

The Client Pathway of Portsmotith System of Human 

Services, Portsmouth, VirginiW offers the pathway 
.approach to the delivery of 'human services, it is \ V '-yK^'"'--' 

the purpose of this Guide to prese«nt a complete training ^^^'"^ -^^ -^i - \ 

program for the use of the trainer who will prepare^^,^^^^''^k^ , .'^'^ 
^ staff -to operate the Pathway, To aid the tri^ijier^' A 

the Guide shows the training objectives to be " • 

accomplished, prociadur^s, time requireJd for training • 

events, and evaluation Wf the effectiveness of the ♦ 
^training, ..The trainiTig\ prpgram has been divided into - / 
. fpur sp^eciflc Training E^yents: an overview of the 

system, the case manager? s role and responsi^bility , \ v 

the management sy^^tem, an^d the community. Each 

Training Event follows th^ same format: overview, 

training objectives, procedures for the trainer to 
. follow,' time required for \presentation, and,** . - ' 

evaluation. Pathway staf work. tp develo 

skills: interviewing, list^ expressing feelings, / 

and deaf ining . and resolvingl problems of their 

clients. Trainees are taught to conduct: an interview, 

state the steps and .utilize the process -.for defining 

problems, negotiate with others, and express feelings - 

appropriately. Thettainee' is taught to utilize the 

Client Oriente.d Record, which is a tool documenting « 
client data and system actions that allows the Case 
Manager to -monit^or »'his. client • s prog ress 'and determine 
if desired effects are being met' within time appro,priated . 
' and cost allocated. Twelve functions that may be u^ed r^-^' 
to mdfet a Salient ' k needs;-, such as' service selection, 
resource allocation, and f ollowup, ijare presented to 
the future worker in tte system. ' . 
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